
 
TO 56 Technical Architecture (ITA) Management

Detailed Metrics Based Service Target Report
September 2001

Color Target Color Target

Color Target Color Target

Color Target Color Target

Color Target

4

Notes:  

Current 
Metric

Data 
Quality

Help Desk Metric 1.6
Request Vol. (Info.Only)

3 Month Trend

Red

Current 
Metric

3 Month Trend

Notes:  

Yellow

Data 
Quality

85% to 90%

Service Level Metric 1.0

<=85%

Green

Green

Yellow

Red

>=90%

Data 
Quality

Service Reporting Delivery

Yellow

Notes:  

>=90%

Notes:  

>=90%

<=85%

3 Month Trend

Service Level Metric 1.1

Service Level Metric 1.2 Service Level Metric 1.3

Response Time - High Response Time - Medium 

<=85%

Current 
Metric

Red

Green 0

0

Red 0

Notes:  

Notes:  

Green >=90%

Yellow 85% to 90%

Red <=85%

Current 
Metric

Data 
Quality

Service Level Metric 1.4
Resolution Quality

3 Month Trend

100.0%

Data 
Quality

Notes:  

Current 
Metric

Data 
Quality

100.0%

3 Month Trend

Green >=90%

Yellow 85% to 90%

Red <=85%

Resolution Quality

0

Data 
Quality

100.0%

0

Service Level Metric 1.4

Response Time - Low 

Current 
Metric

85% to 90%

Current 
Metric

Yellow

Green

85% to 90%

3 Month Trend3 Month Trend

Response Time - Low Priority

100.0% 100.0% 100.0%

75.00%
80.00%
85.00%
90.00%
95.00%

100.00%

Aug-01 Sep-01 Oct-01
Month

%
 R

es
po

nd
ed

 o
n 

ti
m

e

Response Time - Medium Priority

75.00%

80.00%

85.00%

90.00%

95.00%

100.00%

Aug-01 Sep-01 Oct-01
Month

%
 R

es
po

nd
ed

 o
n 

ti
m

e

Response Time - High Priority

100.0% 100.0%

0.0%

75.00%
80.00%
85.00%
90.00%
95.00%

100.00%

Aug-01 Sep-01 Oct-01
Month

%
 R

es
po

nd
ed

 o
n 

ti
m

e

Request Volume

12
7

2
0
5

10
15
20
25
30
35
40
45
50

Aug-01 Sep-01 Oct-01Month

# 
of

 R
eq

ue
st

s

Service Reporting Delivery

1
2
3
4
5
6
7
8
9

10

Aug-01 Sep-01 Oct-01
Month

D
ay

 R
ep

or
t 

D
el

iv
er

ed

Resolution Quality

100.0% 100.0% 100.0%

0%

20%

40%

60%

80%

100%

120%

Aug-01 Sep-01 Oct-01Month

%
 T

im
e 

R
es

ol
ve

d 
C

or
re

ct
ly

Help Desk Accuracy

20%

40%

60%

80%

100%

Aug-01 Sep-01 Oct-01
Month

%
 T

im
e 

R
es

ol
ve

d 
C

or
re

ct
ly



 
TO 56 Technical Architecture (ITA) Management

Detailed Metrics Based Service Target Report
September 2001


